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OPENING REMARKS BY DIR AT OTR CORRESPONDENCE SEMINAR ~- 25 February 1957

I know that you realize that the subject matter of this seminar
will be very ably handled by the persons in charge, because I do not
know what to tell you to do in this respect, but I thought I would say
just a few words on what the peripheral activities the people under you
are responsible for, or perhaps the philosophy behind the responsibilities
you have. As I look around this particular group and see the seniority
and the ability of handling your jobs, I think it would have been more
suitable to have kept these words for those who follow, but maybe you
can pass this on to them. I think you will remember, those of you who
were present at the Christmas Party two years ago, that I said it was a
very good change when the then Deputy Director of Administration became
the Deputy Director (Support), and I thought it quite appropriate that
the Office of Training be included under those offices. I meant that
because, whether you like it or not, you are in an office which is sup=-
porting the operational offices and the substantive offices of the Agency.
That is our reason for being. We are attempting to serve the needs of the
other offices of the Agency and once you accept that, I think you mus?b

QNCEPTI U

reach thes. . « Of service, Now there may be some of you who are not
constitutionally devised to be good servants and if that is true, and you
feel it is demeaning to be a servant in a support capacity, then you should
take the steps that are necessary either to find yourself another job or -

PERIOD§ But, as long as you are in a support capacity as I am, and in the
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business of serving the CIA public and outside the Agency, I think you

should serve with courtesy. Now, perhéps none of you here need such

advice. There are, unfortunately, some in OTR who do, and I will speak

of two or three little things in this connection. Most of them have to do with
just common courtesy. GCommon courtesy is a question of how you were brought
up or what you have assimilated since. If you look upon courtesy as sub=-
servience then I think you must understand the meaning of the word because

I feel that I am a servant and, in the business of serving, must be

courteous to all people that I serve, and I serve a great many who are

your grades and lower.

The first matter of courtesy which I will mention is the tone that
you give to the Agency and particularly those outside the Agency whom you
prepare correspondence for. We have a unique position in the Office of
Training; a great deal of correspondence goes out of this Office in the
name of CIA. If a letter goes out that is sloppy, either from a point of
view of diction or actual typing, it is a discourtesy to the person who
receives that letter. The mimite that letter leaves, what it said becomes
the property of the receiver. I am sure you have éll received letters
that have been carelessly written and have formed an opinion of the per-
son who signed the letter, and if that letter was signed off on by the
Director of Training or the Director of Central Intelligence, the opinion
is formed that the signer of the letter is careless, or the agency from
which it came is a careless outfite. More important than correspondence
is the question of telephone courtesy. A1l of us have at some time or

another called another office, either in this Agency or outside the Agency,
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another government agency, or some industrial outfit, and don't you
agree with me that the impression you get over the telephone tends to
bias you either in favor of or against the agency which is represented
by the person who answered the telephone. I do not think any of us
means to be rude over the telephone, and I know that because I speak
very feelingly because I have been accused of being rude over the
telephone, or brusque to the point of being rude. I do not mean to
be and some of you who have answered me over the phone may think 1
mean to be rude, but I like to say what I have to say and get off the
phone. But it is the impression that I leave and the impression that
you leave when you answer the phone -- to give an unfortunate example,
and it is not directed at the Office of Training but has been told to
me -- when DD/S has called for information, they say, "Is Mr. So and So
there?" The answer will be, "No." "Do you know when he will be in?"
"No." Not "no, sir," "no, mam," but "No." The impression given is
about OTR, not who you are, but that the Office of Training is a dig-
courteous, uncooperative office who shouldn't be in the business of
supporting people. (Mr. B. then gave correct way of handling call.)
Those are the only things I would like to try to get across to you -
setting the tone in the manner in which you prepare correspondence which
goes out, and the manner in which you answer the telephone. And it all
comes down to a question of courtesy and your ability to translate your
particular job and assignment to that of service. I will mention one
other thing: promptnessl This meeting was scheduled at 1:15., We
started 5 mimutes later. This Agency, the American public in general,

loses hours and hours of time because people aren't prompt. Do me this
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favor - when you know that your boss has an appointment with me for
1:15, if three minutes before 1l:15 he looks like he has forgotten, jog

him, and be sure that he gets to my office promptly.
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It¥s the beginning for those of you \ﬁn are under thirty and under forty =
the beginning, I hope, of an extensive snd well plamed treining progrem
that will give you increased confidence and better qualify you for
positions of increased importence in the Central Intﬂ&mo Agency.
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